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YOGA DWI SETYA LAKSANA 

 

ABSTRAK 

 

Kepuasan pasien berkaitan erat dengan mutu pelayanan, mutu yang baik akan 

memberikan pengalaman yang baik kepada pasien.Pasien yang berkunjung 

diharapkan selalu meningkat seiring dengan berjalannya waktu, sehingga kriteria 

mutu pelayanan juga akan tercapai dan mengalami peningkatan. Penelitian ini 

bertujuan untuk mengetahui tingkat kepuasan pasien terhadap pelayanan instalasi 

farmasi di Puskesmas Tlogosadang. Desain Penelitian deskriptif kualitatif. 

Populasiadalah seluruh pasien BPJS rawat jalan yang menebus resep di Instalasi 

Farmasi Puskesmas Tlogosadang pada bulan Juni 2020 dan besar sampel 83 dengan 

teknik accidental sampling. Variabel pada penelitian ini adalah kepuasan pelayanan 

dengan sub variabel kehandalan, ketanggapan, kemampuan, fasilitas dan empati. 

Pengumpulan data dengan kuesioner dan di analisis secara kualitatif.Hasil 

penelitian terkait tingkat kepuasan pasien terhadap dimensi kehandalan sebesar 70 

% merasa puas. Pada dimensi ketanggapan menunjukkan sebesar 70 % tergolong 

kategori puas. Pada dimensi kemampuan menunjukkan sebesar 66 % tergolong 

kategori kurang puas. Pada dimensi fasilitas menunjukkan sebesar 56 % tergolong 

kategori kurang puas. Pada dimensi empati menunjukkan sebanyak 60 % tergolong 

kategori puas. Secara keseluruhan tingkat kepuasan pasien terhadap pelayanan di 

instalasi farmasi puskesmas Tlogosadang adalah 94 % tergolong kategori puas.  
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THE SATISFACTION LEVEL OF BPJS OUTPATIENT 
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DISTRICT 

 
YOGA DWI SETYA LAKSANA 

 

ABSTRACT 

 

Patient satisfaction is closely related to the quality of service, good quality 

service provide a good experience to patients. Patients as visitor hopely increase 

time to time, so tthe criteria of quality service will also be achieved and increase. 

Thepurpose of this study is to determine the level of patient satisfaction with 

pharmaceutical installation services at the Tlogosadang Public Health Center. This 

research include descriptive qualitaive design. The population is all outpatient BPJS 

patients who took the prescription at Tlogosadang Public Health Center Pharmacy 

Installation in June 2020 and 83 sample with accidental sampling technique. The 

variable of service satisfication are reliability, responsiveness, ability, facilities and 

empathy. Data collection by questionnaire and analyzed qualitatively. The result of 

this research from realibility dimension is 70% were satisfied. The responsiveness 

dimension shows that 70% is classified as satisfied. The dimension of ability shows 

that 66% is classified as less satisfied. The dimensions of the facility showed that 

56% were classified as less satisfied. On the dimensions of empathy, 60% of them 

are classified as satisfied. Overall, the level of patient satisfaction with services in 

the pharmacy installation at the Tlogosadang Public Health Center was 94% 

classified as satisfied. 
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